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ABSTRACT 

The research audit is an effective means for 
providing undergraduate students with relevant organizational 
experience through which they can inti^grate theory and practice. A 
course was designed to teach students tc^ apply basic concepts in the 
field of organizational communication to *'real life" communication 
problems in organizations. The objectives included increasing student 
knowledge of organizational operation; organ izati>pnal communibation; 
the identification, analysis, and solution of organizational 
communication problems; career preparation; and the development of 
practical research skills. The course used three \teaching 
methods— lecture/discussion, case studies/role, plays/group exercises, 
and the communication audit, and two types of evaluation: an informal 
assessment based on st'udent comments and a brief questionnaire 
administered to all students. The communication audi*t wa<s found to 
contribute significantly more to student achievement by sending 
students into places of vbusiness and pther organisational settings. 
Before using the audit for classroom , use, instructors need to 
consider a number of issues, including the selection of * 
organizations, grouping students, maintaining a working relationship 
with the organizations, research, methods , and scheduling. A copy of 
the communication audit survey i« appended. (Eh) 
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' ^/ BUILDING A CONTEXT OF EXPERIENCE: 
COMMUNICATION AUDITS TO TEACH COMMUNICATION CONCEPTS 



One of the abldlne challenges for teacliera of couuinlcation is to fit 
the principles and practices they teach into a context of "real world" 
experience. Nowhere is this challenge nore keen than in the areas of busi- 
ness and organizational couunication, where undergraduates rarely have the 
kinds of relevant experiences they bring to a course in. say, interpersonal 
or Mass coMunication. Most instructors do what they can to contextual ize 

'ft 

coBiMunlcation concepts by recounting illustrative personal experiences; by 

assigning casje studies for reading and discussion; or by havl'nk students 

participate in Simula '.ons, role plays, and games. But few of these methods r 

•1 , 

succeed^in being both engaging and "real". 

We would like to outline in th.^.s papet an instructional Approach which 
not only succeeds in establishing a context of reality for students, but one 
which, furthermore, offers experience in using a research tool actually 
employed by practicing organizational analysts and consultants. Specifi- 
cally, we are recommending; the use of a "live" communication audit as a way 
of providing undergraduates with a relevant organizational experience through 
which they can intsrgrate tjheory and practice. Not only can an audit be of 
considerable instructional value for students of organizational communica- 
tion; but in varying forms; It can be "a useful adjunct to any course in 
business communication. 



BACKGROUND 



The idea of communication a^iring Is not new: Qdiorne discussed it in 



Personne l Psychology chlrty years ago. As communication has become mor 
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widely accepted as a vita! organizational function and a central activity of 
■anagert, Interest has grown for soae syateaatlc technique of assessing 
organizations' "couiun'lcatlon health." Over a period of about five years In 

the early 1970s, the International CoMunicatlon As8ocla*;lon coanltted sub- 

. ■ ? 

stantlal resources to the development of a basic coaaunlcatlon audit 

approach. Since then, others have suggested alternate perspectives and 

■ ' y * .4 
procedures to achieve ^th^e saae end. 

However they have been .conceived and structured^ all forna of the coanu- 

nicatlon audit constitute an atteapt to examine In detall'the conaunlcatlon 

\ . 

processes In an organization! The ICA version, which has been the aost 
thoroughly ^tested and one of the aost widely used In organizational consult- 
ing, is a nulti-nethod inquiry that examines the communication' philosophy , 
ppllcies, and practices of an organization. Its primary uses are to monitor 
and evaluate an organization's communication activities, to id^ntify communi- 
cation j3reakdowns and blockages, and to provide information about the commu- 
nication system th^t can be used as a basis for organizational development. 
In addition to showing how communication works in an organization, the aifdit 
can also provide a relatively useful picture of the organization's overall 

« 

communication climate. 

For those unfamiliar with the practices and instruments involved in 
communicatron auditing the "discussion which follows, briefly describes the 
plan developed under the auspices of the International Communication Associa- 
tion. The ICA communication audit was designed as a standardized system of 
five instruments. The central measurement tool is ^ questionnaire (see 
Appendix A) consisting ofl demographic items and a set of questions organized 
around nine areas: 1) the amount of information aboift central organizationa; 
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ittuet received froa others, 2) the aaount of InforMtlon about varloui 
■atters sent to others, 3) the aaount of Inforaatlon recplved through partic- 
ular coaaunlcatlon channels, 4) the aaount of Inforiatlon received froa 
particular sources^, 5) the aaount of follow-up action resulting froa Inforaa- 
t ion sent. 6) the aaount of feedback received froa certain individuals, 7) 
the quality of information (with respect to 'tlaellness and accuracy) received 
froa particular sources, 8) the natur'e of certain coaaunicatlon relationships 
(with respect to trust, encourageaent of different opinions, and influence in 
decision Baking), and 9) the extent of satiafactidn with various organiza- 
tional outcoaes (pay, opportunity, goal achieveaent, and-'^he like). 

The questionnaire is suppleaented by Interviews, network ajialysis, 
descriptioas of critical, commifnication Incident's, and> coamunication diaries. 

, The interviews are typically conducted one-on-one with the goal of corrohpra- 
ting and clarifying inforaation obtained through other* means; however, they 
also can be a way of disoovering,^offlmunication concerns not picked up by 
other instruments (see Appendix B for sample interview protocol). Network , 
analysis is carried out by surveying raeabers to deteralne frequency ^f con-'- 
tact with other members. These, data are then computer analyzed to yield a 
representation of the organization's functional coBBur.icatlon system in terms 
of who is isolated from others, who Tinks groups, etc. Written descriptions 
of critical communication incidents are are elicited from members as illus- 
trations of typically -successful or unsuccessful instances of communication. 
These episodes enrich the other data and help to show concretely .what kind of 
communication is occurring and why communication in certain units or clrcum- 

» stances is seen as good or bad. Communication diaries are records of speci- 
fic communication activities (e.g., telephone calls, memos, meetings) kept by 



participants over a one week period. These, too, Indloatja' actual cbuunica- 
tlon behavior. 

The couunlpatlon audit need nqt* of course, aake use of these five 
particular Instruaents, and certainly for class use Instructors need to 
select and adapt aethods to aeet their needs. We will consider the question, 
,of what instruaents to use l^ter In this paper. Let vis^ for now,' however, ^ 
aake two general « observations about the coaaunlcatlon ahlqlt as a t^achlns 
tool. First, the audit affords students, highly structured research experi- 

f . 

ence. For undergraduates, who aay have no prior experience with anything but 
library research, this Is ^especially helpful. Ther are not left to their own 
devices to design a research project o* to conduct research In vague teras. 
Second, owing to Its packaged character, the audit is generally appealing to 
organizations. It is relatively concrete and seeas aore easily understood 
and aore readily accepted than Just "doing field research." These features 
enhance the value of the audit as a pedagogical Instruaent. The reBalnd,er of 
this paper will discuss more specifically the audit's application in teach^ 

>g. ' r"-^ 

COURSE DESIGN ' * • . 

To introduce undergraduate studentj to the basic concepts and theorizes 

\ 

in the field of organizational coffiinynication.^ a course was deslgne$i which ' 
focused on the application of these concepts and theories to "real life" 
comaunication probleas in organizations. Our belief was that if students 
actually had to confront live coaaunlcatlon proce'lsses and try to explain 
thea', identify problems, and suggest reaedles, they woulf- better understand 
and more truly learn the subject matter of the course and be better prepared 
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to work in organizations, whatever their acadealc aajors i)r planned occupa- 
tlons, but particularly If they were headed toward BanageBentj public 
relation^, or other "coMunlcatlonrlntenslve" positions. 

« ' * "s . 

There were six primary objectives of the course: 

A 

.1. To Increase students' understanding of how organ Is^ia tlons operate , 

2. To Increase students* awarene ss and knowledge of comwunlcatlon as It 
occurs In organizations. 

3. To devjBldp students' competencies in identifying and analyzing 
communj^cation problems in organizations . 

4. To develop student^ 8 skills and understanding related to solving 

, communication problems in organizations . 

/ • ■ 

5. To contribute significantly to students' career preparation . 

6. To. develop students' practical research - skills . 
The course was set up to use three teaching methods: 

1. Lecture/discussion. 

2. Case studies/role plays/group exercises. j 

3. Communication audit. 

The first half of the semester was d^vc d to exploring organ^izatlonal 
and communication concepts and theories using ^ combination of lecture/ 
discussion and case studies/role plays/group exercises. Part of our aim in 
using role plays and group exercises was to get students accustomed to group 
work In preparation for the rather intensive collaboration that would be 
reqijlred of them later Ip the course when they became audit research teams. 
About halfway through the semester the audit was Introduced and explained, 
and thes||:^dent8 were trained in the research methods necessary to perform 



the audit-^ljiJthle instance, the administration and analysis of question- 
naires •^d^4nte^vielf8 . laying identified lopal organlzat -"Ulng to be, 
audited earllerJtfring the course, research teais of about iX aeabers each 
were then forsed and each group cabarked on its own audit, a project that 
would^ occupy aboUt the last six weeks of the seaester. The class continued 
to aeet as usual during thp /period when .audits were being conducted, except 
that one of our three weekly aeetings was given over entirely to audit 
research teaa aeetings and our discussions in other sessions were concewied 
largely with the probleas students were encountering and the discoveries 
there were aakin^. Throughout the seaester, readings were assigned fro« 
textbooks and suppleaental sources. Students' aastery of organizational 
coBUBunlcation concepts was tested with three hourly exa«inations.. 

RESULTS 

To assess the outcomes of the teaching^method^ used in the course, we 
conducted two types of evaluation. The first was an inforaal, impressionis- 
tic assessment of student's gains from the course based on coaaents made by 
students during the audit phase of the course ./on their apparent enthusiasm 



for and comaitaent to the work, and on the quality, of the audit groups' final 
written reports. Our biases in faVor of our own" teaching notwithstanding, 
these informal measures were encouraging. Students' anonyaious open-ended 
responses in evaluating the audit experience were extremely positive; noting 
many of. the dimensions of the experience we had hoped would be most salient 
such as its sense of "realness." rigor, and involvement.. As for the audit . 
reports, they were accur|ite and thorough and comparable in content, form, and 
Style to sinilar repcrts we have seen prepared by graduate students and 



professional consultants. The second fori of ev^u^tlon was a brief ques- 
tionnaire adeinlstered to all students in the course on the last day of 
class. Responding anonyaously to a set of five point scales (1 .>* lowest 
possible rating, 5 > highest possible rating), students rated each of the ^ 
three hain instructional Methods— lecture/discussion, case studies/role 
plays/group exercises, coanunication audit — as to Its value or effectiveness 
in accoaplishing the objectives of the course. The questionnaire, along with 
mean responses for each itea, is presented in Table I. The 31 completed 
•questionnaires were subjected to multiple t-tests (two-tailed) comparing the 
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effectiveness or value of the coamunication audit with the effectiveness or 
value of each of the other instructional methods in achieving each of the 

main goals of the course. Findings are sunaai^ized below. 

V 

1- 1° what exten t did each of the teaching methods increase XSEJI under- 
standing of how organizations operate ? The comaunicatlon audit was 
rated as increasiu|; such understanding to a significantly greater 
extent than either lecture/discussion (t = 5.44, df = 29, p < .001) 
or case studies/role plays/group exercises (t = 9.13, df = 29. p < 
.001). 

i 

2. 12 what extent did each of the teachi ng methods Increase your aware- 
ness and knowledge of comaunicatlon as it occfirs in organizations ? 
The comaunicatlon audit was rated as Increasing such knowledge to a 
sig-n-lf leant ly greater extent than eith'er lecture/dipcussion (t = . 
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3.29^ df « 29, p < .005) or case studlet/role plays/group exercises 

■ ' ' ' „ ' ' * • ^" « ' 

• (t - 6.90, df - 29, p < .001). . 

3* Is what extent ^do you feel you have becose , gore cowpetent Identl- 

tvintt aijd analyzing conaunlcatlon probleas in organizations as a 

I, - , . . . , , ^ . , ^ 

result of ea£h teaching eethod ? The comunlcatlon audit was rated 

■'J ' ' . 

' as Increasing such coapetency to a significantly greater extent than 
either lecture/discussion (t « 5.11, df » 30* P < .001) of case 
studles/role plays/ group exercises (t » 9.32, df « 30, p < .001). J 

4 . Hog valuable was each of the teaching Methods iin developing your 
skills and understandinit related tg solving reftl p robleas in ori:anl- 
zatlonal con nBunl cation ?! The coMu^lcatlon audit was rated as slgni- 
flcantly aore valuable jthan either lectute/dlscusslon (t - 5.38, df 
».30, p < .001) Qr case studles/role plays/group exercises (t « 

/ © - 

9.99. df » 30, p < .001). 

5. To what extent g^Ssjgach type lof course experience worthwhile in 

* teras of your career prepartion ? The coaaunlcatlon audit was rated 

as significantly more worthwhile than either lecture/discussion (t = 
3.50. df - 30, p < .001) or case studier/role plays/group exercises 
(t = 5.52, df = 30, p < -001)- 
In addition to asking students to rate the effectiveness or value of 
each instructional method, the questionnaire attempted to assess the degree 
to which the activities related to the communication audit helped to develop 
students' practical research skills. These findings are reported in Table 
II • V. 
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DISCUSSION OP RESULTS . 

Froa these resul^ti, the coounication .audit appears to have been, froa 
the students' ^tilndpoint. an appeLling and effect'lve instructional tool. It 
contributed significantly aore to students '\^achieveaent of the oyeraXl course 
objectives than any other teaching aethod. particularly those objectives 
related Xp developing skills and coapetencies in Identifying, analyzing, and 
solving coMunicawion probleas. It is quite clear, too, that sending 
students into places of business and other organizational settings to ask 
q^e^tions ^ ..a observe helped, students iaprove basic research skills and 
understand fundaaental concepts far better than they would have had they been 
confined to ciassrooa discussion and exercises. 

Besides accomplishing the specific objectives of the course, Me believe 

the audit activities can produce beneficial "^de effects" in a number of 

ways. First, conducting the audit deaalids that students plan and coordinate 

their efforts, make soae iaportant decisions as a group, and behave in a 

/ 

professional manner. They are. after all. responsible tot maintaining a 
consultant-client relationship with an organization. Second, the audit acti- 
vities not only provide experience in research techniques and data analysis 
but also put into students' hands information that is very much alive and in 

4. 

which people other than theaselves have a considerable stake. Good judgment 

ft 

Is as. important as communication knowledge. Finally, each student audit 
group must prepare a professional quality written* report of its activitiep 
and findings, which not only completes the class project but is presented to 
the cliexit organization. Each audit group, furthermore, has the option to 
follow up the written report with an oral "debriefing" session ^or its client 
organization. Th<^se experiences make wonderful resume material and might, 
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for a rare student, even lead directly to an Internship or eaployaent with a 

t ' ' . 

client organization. «. « ^ 

* Another hoped-for ou$com of using *thi~xx)ulanlcat Ion audit as a teaching 
■ethod is what we. Bight call "radiating effects." Since students nust carry, 
out their studies In real local organizations, the audit can be a way^or ttie 
college or university to serve the local business coMHunlty. a "contact . , 
point" that benefits both parties. Careful preparation, of students before. 

' * • 

they take on tjhe audit and close monitoring of their progress can ensure that 
a 1^e8pbh8lble study Is carried out, onis that can tell the working manager / 
Important things abdut his or her organization. The final report whichj is ; 
delivered to the organization should, among other things, greatly help the ' 
organization to identify communication problems and take steps toward their 
resolution. Because communication auditing^ has considerable ^pp^l for busi- 
nesses and other organizations,' word of students' good work will very likely 
move rapidly through the community, increasing the visibility of the sponsor- 
ing department, and enhancing support for its programs. One small but impor- 
tant payoff Bight simply be requests for more audits, but other kinds of 
cooperative arrangements are also likely to result. 

USING THE COMMUNICATION AUDIT 

It seems important to note some of 'the issues that instructors need to 

> 

consider, before making the communication audit a part of their courses. 
These matters include identifying organizations to audit--whether to be done 
by students or by- instructor ; grouping students and matching them with client 
organizations--whetHer through self selection, random assignment, or some 
combination; establishing and maintaining a working relationship with the - 



/ 
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cllunt orsanizatlonrf—whether the Inttructpr thould intervene and how luch: 
deteralnlns what reeekirch aethoda to use— questionnaire. Interview, critical 
incident, diary, participant obaervatlon; and achedullng— where to place the 
audit in the course and how auch tiae to spend doing it. 

Ne would like to consider each of these concerns in turn. Th"e-tlrs't 
issues— identifying organizations to audit, foraing student, audit groups^^n^^ 
aatqjiing thea with client organizations, and establishing and aaintainlng 
working relationships with client organizations— we will discuss briefly 
together. We have tried different approaq^es for aaking these initial 
arrangeaents and believe that any Instructd^^ught to choose the methods that 
seen aost sensible and workable considerl^'-T the' organizations available on 
canpus -ad in the coaaunity and the scr ' students w^th whoa one is work- 
ing. We ecently have had very good luok with students identifying organiza- 
tions to audit. We asked thea to give us the naae of an organization which 
they believe aight cooperate with our class, usually because either they are 
or have been members or they know someone who is a member. From a list of a 
dozen or so student suggestions' it is probabj^y possible to draw four to six 
appropriate, willing organizations. For an organization to be "^pproi^riate" 
we look for 20-40 members and at least two levels of authority i 
bility. Oncfe a sufficient number of suitable organizations are identified, 
student groups can be formed and matched to organizations by whatever means 
are acceptable to the students and will satisfy the instructor's interest in 
having cooperative, responsible research teams. We have managed this quite 
smoothly by asking students to give us, in rank order, their first three 
choices of organizations to audit; then we group students on the basis of 



thtflr ranked preferences. As for establishing and ulntalnlng the client- 
consultant relationship, we like to sake a follow up call to the organization 
aft^er a student has been given Its approval to conduct the audit. Froa that ^ 
point on, however, we leave the relationship In the hands of the student 
audit groups. Before they wake any contact past the first Inquiry as to 
whether the organization wight peralt an audit, students ace wade fully aware 
of what the organization's concerns are likely to be (e.g., confidentiality), 
what their r^ponslbllltles to the organization are. and overall what kind of 
behavior i$ expected fo then In their work with the organization. We believe 
our students have demonstrated a good degree of Maturity, responsibility, and 
professionalisw in this endeavor, and our cooperating organizations f or tthe 
■oat part have concurred. 

As to the matter of research wethods, we are comnitted to the notion of 

3 

\ tripngulation and believe, that, if the coaaunicatlon audit is to achieve the 

two goals of providing an accurate account of coawunlcation in an organiza- 
tion and of giving undergraduate students soiyid early training in research, 
■ultiple methods are required. Our choices of instruments have been ques- 
tionnaires and interviews because they are reasonably reliable, produce a 

s 

good data base, and are manageable in the time available during the course. 

Administering the questionnaires — which are adaptations of the ICA Communica- 

7 8 
tlon Audit Survey and Litwin and Stringer's climate questionnaire —requires 

little training, so attention can be focused on training for interviewing and 

for coding and analysis of the questionnaire data. 

Other data gathering techniques are, of course, avaMable and have value 

in auditing organizatiooal communication. However, we believe they present 

problems that make them ill-suited for use in the audits performed as class 
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projects. Couiunlcatlon diaries are probleiatlc In that they require aore 
time and effort than sany subjects are willing to Invest, and student 
researchers need to be trained In content analysis and the use of Involved 
coding scheses. Descriptions of critical coMunlcatlon Incidents or episodes 
aay be solicited as part of a questionnaire, but our experience suggests that 
asking for Just two or three «akes the questionnaire unduly long, and 
response rate tends to be Ion. Respondents either skip thea entirely or 
provide the first and skip the others. .Participant observation Is an excel- 
lent aethod ^or gatherlne audit Inforatftlon but has the drawbacks of requlr- . 
Ing enbraous amounts of tlae In the field setting and of requiring extensive 
training In observing, recording, and analyzing behavior speclaens. While 
all of these research methods have the potential to provide rich and useful 
Information , interviewing can provide much of the sam& information and works 
better within the time constraints of, the course. 

In sampling subjects, our approach has been to administer the question- 
naires to all members of the organization or portion thereof being audited 
and, -to interview enough members so that everybody on the audit team partici- 
pates in two or three Interviews* Selection of interviewees may be done 
randomly, on the basis of members^ stat^j^ as "key" or especially well 
informed member, or in such a way as to capture a sense of the organization's 
authority strata or member demographics. 

With respect to the issue of scheduling, it is obvious that a period of 
preparation is necessary before students can intelligently carry out the 
audit. We believe this preparation should include not only familiarizing 
students with' the audit itself but also building a solid foundation of orga- 
nization and communication theory and concepts. For us, that has occupied 

r 
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approxloately the first half of a aeaeater. It Is conceivable that the audit 
could be carried out earlier In a seaester and used as the base of experience 
and data In which to ground understandings about organizational couunlcatlon 
developed through the audit process. To a .consljderahle extent, the audit 
serves this "grounding" function even when It Is conducted later in the 
course: this Is part of Its beauty as an Instructional tool. But approached 
without tirht having a sound set of concepts, the audit risks being less well 
focused and coherent. *and It becones less an exercise In helping an-ofganl- 
zatlon than a «elf-servlng fact pndlng slsslon. 

Conducting the audit requires about six weeks, not Including asking 
initial contacts and aaklng arrangeaenttfs^r the delivery? distribution, and 
collection of survey Instruments. Client orMnlzatlons ought to be encour- 
aged to coaplete questionnaires within the flrat week. During that first 
week, aeabers of the audit research team should set up interviews which will 
be conducted over the next two weeks. While interviewing ingoing on,, the 
group can be collecting lingering questionnaires and receiving training in 
coding and analysis of the survey data. 

By the fourth week, assuming the data collection is nearly completed, 
the audit group ought to prepare brief —perhaps three to five pages — prelimi- 
nary reports describing their activities and findings to date with little 
interpretation as to the meanings of what has been observed. We suggest the 
following general outline for the preliminary report: 

I 

I. Context of audit — dates, times, settings for data collection. 
II. Number of instruments distributed ♦ response rates. 
III. Number of interviews ♦ how subjects were selected. 
IV. Findings--mean responses for all questionnaire items, themes 
running through interviews. 
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The preliminary x^eport Is written as If It were a professional progress 
report for ttie organization. In fact, It does not go to the organization and 
students know this. But4t is very valuable, ^e/^ink, partly beciuse" It Is 
,the %ort of thing they Bight be Expected to do it they were acting as paid 
consultants but wore because it serves as an lnte^ilMuii^nt at which the audit 
group reviews the context of it^ work and the "facts" Jt^ hAs produced and 
practices reporting these things in wtiting. While these reports carry 
relatively little grade weight in our course, we do critique thea in detail, 
part of our a^a being to leave th6 students with no do^^ts .as. to the quality 
expected in their final reports. V 

The final st^ge of the work involve'B interpreting the findings of the 

\ 

questionnaires and interviews and developing a final report. Because audit 
groups neetf^to aeet quite a number of hours to settle on strengths and 
weaknesses of the organizational communication system under study, to formu- 
late recommendations for the organization, and to write and rewrite the final 
reports we allow two weeks for this final phase of the audit. Even so, 
groups generally feel quite pressured at this polht. As instructors, we work 
closely with individual -ludlt groups during this period, often meeting with 
them outside of class time to work through this critical and difficult Inter- 
pretation stage. 

Of course, this six week time frame is flgftcible, but we believe six 
weeks is probably the minimum time in which anVone should attempt to conduct 
comnunication audits as part of the instructional methodology for a one 



semester course. The Importance of the project to the client, organization 
and its values for both the client and the student auditors demand that It 
not be rtished or cut short. 
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There Is no queetlon that the couqnlcatlon audit la a deaandj^ng project 
for both studehta an^ teachers. But the rewar,^y|re aany. and it proalses to 
be one of the. best aeans ,we have of Intagratins theory and practice and of 
building that valuable context of experience. 



\ 

\ 



1 

■J 
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TABLE I 
Mean Retponsea to Survey 
of Perceived Effectlvenett of 

* 

Different Instructional Nethoda 



In Achieving Course Objectlvea 



To what extent did each of the following Increase 
your understanding of how orzanleatlons operate ; 

Class letturea/dlscua^lon 
Case gtudy/role playi^rovips exercises 
Couiunicatlon audit 

To what^extent did each of the following Increase 
your awareness and knowledge otf co— unlcatlon as 
It occurs In organizations? 

/ 

Class lectures/discussion 

Case study/role plays/group exercises 

Comunlcatlon audit t 

To what extent do' you feel you have become nore 
competent In Identlfylne and analyzing c ommunication 
problems in organizations as a result ofi 

Class discussions/lectures 

Case studles/role/group exercises 

Communication audit 

How vaTlmtde was each of the following in developing 
your skills^ and understanding related tq solving' 
real problffes in organizational communication? 

Class\ discussions/lectures \ 
Qase s^udles/role plays/group exercises 
^ Communication audit ' 

To what extent was each of the following worthwhile 
in terms of your career? 



7 



Class lectures/dlscuBslons 
Case study/role plays/group exercises 
Coaaunlcatlon audit 



X 



3.^9 
3 . 10^ 
4.60 



4.17 
3.50 
4.63 



4.26 
3.45 
4.87 



4.16 
3.36 
4.71 



3.84- 
3.4'^ 
4.52 



*Five point scale [1 = lowest possible rating (not at all), 
5 = highest possible rating (a great deal)] 
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TABLE II. 
Student Perceptions oi? HelpfulneBs 
of Au^it Activities in Developing 
Rractical Researcb Skills 



Research Skills: 

Set up a research project " t 
Carry out research in organiza'tions 
Conduct a research interview 
Analyze data 

Diagnose couiunication problens ^ 
^Prepare a report of findings and reconaendatlons 



•Five point, scale (1 » not at all helpful, 5 = extreaely helpful) 
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Notei 

%- 

1 

The f olloNlng tNO articles offer excellent critiques and recouenda- • 
tlons for Mklng Instruction acre ensaglne - Don W. Stacks and John J. 
Chalfa. Jr., "The, Undergraduate Research Teaa: An Applied Approach to Coisliu- 
nlcatlon Educatlon. "• Coaaunlcatlon* Education . 30 (April 1981), 180-183, and 
Oenlse R. Mler, "From Concepts to Practices: Student Case Study Work In 
Orzanlzatlonal Cowiunlcatlon, " Coaiaunlcatlon Education . 31 (April 1982), 151- 
154. 

2 

G. Odiorne, "An Application of the Conraunicat^on Audit," Personnel 
Psychology . 7 (1954). 235-243. 
3 

Gerald M. Goldhaber ^nd Donald P. Rogers, Auditing Organizational 
Cowunlcation Systems : The I OA ComiMunlcation Audit (Dubuque. Iowa: 
Kendall/Hunt Publishing Co.. 1979). p. v-vi. 
4 



Wiio's LTT CoBBunlcatlon Audit in Goldhaber ' sv^ Organizational CowBunication 



For example, see Howard H. Greenbaum"^ conceptual structuoe and Osmo 

3rd edj.- (Dubuque. lA: W. C. Brown Co.. 1983) enapter 10. 
5 

In 1979 the ICA audit ceased to exist as an official ICA-sponsored 
activity. All instruments and, procedures are in the public domain. 
6 

One of the best arguments for trlangulation vQf methodologies is- given 
by Norman K. Denzin in The Research Act. 2nd ed.. (New York: Mc^aw-Hlll 
Book Co.. 1978). Chapter 10. 



/ 

21 



^ ■ ■■ /. 



See Goldhaber and Rogers. 

8 • % ■ 

See George H. Lltwin and Robert A. Stringer, Jr., Motivation and 

Oreanlzatlonal Cllaate . (Boston: Division of Research, 'Graduate School of 

Business Adalnlstratlon, Harvard University, 1968),. ^ 
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AFPEMDIX A 



OOMtmiCATIOII AimiT SURVEY 



PlcaM wtwr all quastlona alnea aaeh ia iaportant for poaaibly laprovlag tlw*oparatlon of 
tha orianltation. If thara ara any quaadona which dld^oe apply to you, laava tbaa blank. 
^ Ua appraelata your patianca with ehla Inportanc Mirvay. 



PLEASE MARK ONLY ONE RESPONSE TO EACH QUEST 



iOM 



C 



BEST COPY AVAILABLE 
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K«ctlvljX| Ia£onutiofH Ftott Others < 

Tou e«n rceelvs Inforaatlon about vartout topics ix^ your organli^ctlon. For tach topic listed on 
tht folXotrlni pa|««» aark your rtspooift on th« ansvar ahaat lhat best indicates: (1) the amount 
of Inforaatiou you at« receiving on that topic and (2) the aaount of inforoatlon you need to 
receive on that topic 9 that ii^^ tt>e ^Liirjunt you have to have in order to do your job. 



This is the amount 
of information I 
roceive nov 



This is the amount 
of information I 
need to receive 



TOPIC. AREA ^, 

Hov veil Z Mm doing in my job ^ 1* 

1 

Organizational policies and procedures * 3. 

Pay and benefits 5* 

Activities of other units/departments within the 
organization 7. 

Hov organizational decisions are made that affect my 
Job 9. 

Pro n and advancement opportunities in the 
organization 11 • 



id 



I 2 

% 

1 2 
1 2 



1 2 



1 2 



3 

u 



U U 



> <^ ui iS > 



w -H S V « 



3 

3 
3 
3 
3 



4 
4 



3 
5 
5 

5 

5 

5 



■Li 

u u 

41 ^4 



2. 
A. 
6. 



1 
1 
1 



2 
2 
2 



8. 1 2 



il 



3 
3 
3 



U 



4 
4 
4 



u 
CI 

w 



5 
5 
5 



4 5 



XO, 1 2 3 - 5 
12. 1 2 3 4 5 



Sending Infomation Co Others 

In addition Co receiving informaCion, Chere are many Copies on which you can 
/ ochers. For each Copic lisced on che following pages, mark your response on 

' thac best indicaces: (1) che amounc o£ inforroacion you are sending and (2) 

informacion you need Co- send on thac Copic in order co do your Job. 

This is the amount 
of information I 
Mod ggy 



send information to 
the answer sheet 
the amount o£ 



This is the amount 
of information I 
need to send 



\^ TOPIC AREA 

Reporting what I. am doing in my Job 
Requesting information necessary to do my Job 



1^ 41 

U W 

V ^ 

> »4 



13. 1 
15. ^1 



Evaluating che performance of my iaoiediate supe^isor 17. 1 

Sending Information to others in Che organization about 
vhat ny unic/deparcmenc does « 19. 1 



2 
2 
2 



3 
3 
3 



u 
u 

w 

m >« 
V u 
U V 

O > 



4 
4 
4 



S 
S 
5 



V -H Q kl V 



V (9 
B V 



u 
u 

u 



2 3^5 



14. 1 2 3 4 5 

16. 1 2 3 4 5 

18. 1 2 3 4 5 

20. 1 2 3 4 5 
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ChAontls of CoomnlcAtloA 

The following quottiont 'llat a^varltty of channels through' vhlch Information it trannitted^o 
nployoca.^ Ploaao park your rtiponaa on tha anover theat which bast indicates) (1) tht amount 
of information you art rtctlving through that channtl and (2) tht amount of information you need 
to receive through that chann'el* 



CHANNEL ^ 

Faca-*to-face contact between tvo people 
Face-*to-face contact amo^ng mdf^t than two people 
Telephone , ^ 

Written (meooa^ letters) 
Bulletin Boards 

Internal Publications (newsletter, magasine) 



This is the amount 
0?, information I 
receive now 



U 4J 



21. 1 2 

23. 1 2 

25. 1 2 

27. 1 2 

29. 1 2 

L. 

31. 1 2 



•I 

u 
u 

4i 

a « M 

O U » 



3 
3 
3 
3 
3 
3 



4 
4 
4 
4 
4 
4 



5 
S 
5 
5 
5 
5 



Thla la the amount 

of infonnaClon I 
need to recalve ^ 



«i 



i 3 



i4 (A U 



11, 

24. 
26. 
28. 
30. 
32. 



1 2 

1 2 

1 2 

1 2 

1 2 



3 
3 
3 
3 
3 
3 



4 
4 
4 
4 
4 
4 



u 



5 
5 
5 
5 
5 
5 



UJ 

^3 
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Sources of Information 

You not onl-y receive various kinds of information, but can receive such information from various 
sources within the organization. For each source listed below, mark your response on the answer 
sheet that best indicates: (1) the amount of information you are receiving from that source and 
(2) the amount of information you need to receive from that source in order to do your job. 



SOURCES OF INFORMATION 
Subordinates (if applicable) 
Co-workers in my own unit/department 
lamsediate supervisor (if applicable) 
Unit/department meetings 
Mid-Management 
Top Management 
The "grapevine'* 



This is the amount 
of information I 
receive now ^ 



4J» 



n 

U 



>s u ^ OS >^ 

Ini u S 0) Ini 

V Q U ^ 

> CO o > 



33. 
35. 
37. 
39. 
41. 
43. 
45. 



1 
1 
1 
1 
1 
1 
1 



2 
2 
2 
2 
2 
2 
2 



3 
3 
3 
3 
3 
3 
3 



4 
4 
4 
4 
4 
4 
4 



5 
5 
5 
5 
5 
5 
5 



This Is Che .aiaount 
of InfonnaClon I 
need to receive 



U 

u 

•H 

u u 

> .J 



u 
O 

e k4 

' u ^ 
o > 



34. 1 
36. 1 



38. 
40. 
42. 
44. 
46. 



1 
1 
1 
1 
1 



2 
2 
2 
2 
2 



3 
3 
3 
3 
3 
3 
3 



4 
4 
4 
4 
4 
4 
4 



5 
5 
5 
5 
5 
5 
5 
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^ FoXlov-up on Xnfonutlon Sent 

Indleatt tht ucant of action or follov^p that la and need a to be taken nn Information your aend 
to the foUi>vlng; 4 ' 



TOPIC AREA 

. Subordlnatea (If applicable) 
Co-workera vlthln your unit /department 
laanedlate supervisor (if applicable) 
Kid-Management 
.Top Management 



r 

Thla la the amount 
of follov-^p now 



Thla la the adbunt 
of follow-nip needed 



U 4J 



u 



1 «l W 

5 M 41 



1 ^ 

U 4J 



4i 

s 

u 

s s 

S £ :SI 



47. 


1 


2 


.3 


4 


5 


48. 


1 


2 


3 4 5 


49. 


1 


2 


3 


4 


5 


50. 


1 


2 




51. 


1 


2 


3 


4 


5 


52. 


1 


2 


3^ -; 5 


53. 


1 


2 


•3 


4 


5 


54. 


1 


2 


3 4 5 


55. 


1 


2 


3 


4 


5 


56. 


1 


2 


3^>\5 



Feedback Received From Key Sources 

Indicate the extent to which you currently receive and need to receive suggestions, recommendationSt 
and/or advice* from key sources regarding your perf'^rmance and activities in the organization* 



This is the amount 
of feedback I 
receive now 



This is the amount 
of feedback X 
need to receive 





















« 

4J 








4i 

CO 








U 

u 








s 




4J 








01 








h) 


« 




U 






•H 

h) 

>« 


4i 




4i 

. (4 


O 
>* 








9> 
U 


4J 
U 




(0 








<H 


B 


0) 
U 


u 






> 


> 






u 
o 




> 




0 


u 


> 


Subordinates (if applicable) 




57. 


1 


2 


3 


4 


5 


58. 


1 


2 


3 


4* 


5 


Co-workers wichln your unit/department 




59. 


1 


2 


3 


A 


5 


60. 


1 


2 


3 


4 


5 


losoediate supervisor (if applicable) 




61. 


1 


2 


3 


A 


5 


62. 


1 


2 


3 


4 


5 


Mid*Management 




63. 


1 


2 


3 




5 


64. 


1 


2 


3 


4 


5 


Top Management 




65. 


1 


2 


3 


4 


5 


. 66. 


1 


2 


3 


4 


5 
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,^llty of lafonutlon Received from Key Sources \^ 

Tlgellneei 

Indicate the extent to which information from the following sources is usually timely (you 
get infonaation when you need it— not too early, not too late) . 



Subordinates (If applicable) 

Co-wrkers ^wichln your unit /department. 

Inancdiate supervisor (if applicable) 

Mid-Management 

Top-Management 

"Grapevine" 





« 

r-i 
4J 








4J 




4J 
•H 








8 




iJ 


V 










>> 
U 


tH 

U 

u 




3 






« 
> 


■H 
•J 


& 


u 
o 




67. 


1 


2 


3 


4 


5 


68. 


1 


2 


3 


4 


5 


69. 


1 


2 


3 


4 


5 


70. 


1 


2 


3 


4 


5 


71. 


1 


2 


3 


4 


5 


72. 


1 


2 


3 


4 


5 



\ 



Accuracy 

Indicate the extent to which information from the following sources if usually accurate 
(you get information chat is correct an-^ sufficiently detailed). 



Subordinates (if applicable) 
Co-workers within your unit/department 
Immediate supervisor (if applicable) 
Mid -Management 
Top- Management 
"Grapevine'' 



1-3 V 



u 
u 



I- w e 0^ 

> iJ W o > 



73. 1 2 3 4 

74. 1 2 3 4 

75. 1 2 3 4 

76. 1 2 3 4 

77. 1 2 3 4 
73. 1 2 3 4 
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BEST COPY MMMA^iF 




^ Comunlcatlon Rtlationahlpt 

A variety of cotBBunicAtivc rtUcionshipt exists In orgsnisstlons like your own. Employees, 
exchange messages regularly vith management^ subordinates, co-vorkerst etc. Considering your 

relationships vith others in the organisation please mark your response on the answer sheet 
which best describes the re^tionshlp in question. 

*J €J < ^ I 

To What axtent do you trust iW^^^i^ar^"^ Jj m o S S 

> »j cn u > 

Subordinates (if Applicable) 79. 1 2 3 4 5 

Co-workers within your unit /department 80« 1 2 3 4 5 

Immediate supervisor (If applicable) 81« 1 2 3 4 5 

Mid-Management 82. 1 2 3 4 5 

Top-Management 83. 1 2 3 4 5 

To what extent are differences of opinions encouraged by : 

3 . S 

rH U 

>s U €i ^ >s 

M 4J a V Wi 

« O 1^ V 

> iJ CO U > 

Co-workers within your unit /department 84* 12 3 4 5 

Immediate supervisor (if applicable) 85. 1 2 3 4 5 

Mid-Hanagement 86* 12 3 4 5 

Top-Management 87. 1 2 3 4 5 

To what extent do you have influence in decisions made by ; 

a s 

u ij e 41 Si 

« ^ O tri V 

> .J V3 U > 

Co-workers within your unit/department 88. 12 3 4 5 

Immediate supervisor (if applicable) 89. 12 3 4 5 

Mid-Management 90. 1 2 3 4 5 

Top-Management 91* 1 2 3 4 5 



BEST COPY AVAIUBLE 
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Institutional Outcomes 



One of the aost important "outcoaes" of writing in an organisation is the satisfaction one . 
riJeiveroi^Iiirto receive through working there. Such "satistaction" can relate to the Job, 
one's co-«orkerB, supervisor, or the organisation as a whole. Please oark your response on the 
answer sheet which best indicates the extent to which you are satisfied with: 



Outcome : 

Hyjob . / . 

My pay 

My progress in the organization up to this point in time 

My chances for getting ahead in this organization 

My opportunity tq "make a dif f erjpnce," to contribute to 

the overall success of the organization 

The organization's system for recognizing and rewarding 

outstanding performance 

The organization's concern for its members* welfare 
The organization's overall communicative efforts 
Working in the organization 

The organization as compared to other such organizations 

The organizations overall efficiency of operation 

The overall quality of the organization's programs and 

services 



Background Information 

This section is for statistical purposes only and vrill be used to study how different groups 
of people view the organization. 

105. How do you receive most of your income 
from this organization? 

1. Salaried 
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1 


2 


3 


4 


5 


93. 


1 


2 


3 


4 


5 


94. 


1 


2 


3 


4 


5 


95. 


1 


2 


3 


4 


5 














96. 


1 


2 


3 


4 


5 


97. 


1 


2 


3 


4 


5 


98. 


1 


2 


3 


4 


5 


99. 


1 


2 


3 


4 


5 


100. 


1 


2 


3 


4 


5 


101. 


1 


2 


3 


4 


5 


102. 


1 


2* 


3 


4 


5 


103. 


1 


2 


3 


4 


5 


lOA. 


1 


2 


3 


4 


5 



109. 



2. 

3. 



Hourly 
Other 



106. What is your sex' 



What is your position in this 
organization? 

1. I do not supervise anybody 

2. First line supervisor 

3. Mid-Management 

4. Top Management 

5. Other (please specify: 



1. 
2. 



Male 
Female 



) 



107, 



108. 



Do you work: 

Full-time 
Part-time 



110. 



1. 
2. 



3. Temporary Full-time 

4. Temporary Part-time 

Hov long have you worked irrthe organization? 

1. Less *than 1 year 4. 11 to 15 years 

2. 1 to 5 years 5* More than 15 years 

3. 6 to 10 years 



Hov much training to i^iprove your^ 
communication skills have you had? 

1. No training at all 

2. Little training 

3. Some training 

4. Extensive training 
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APPENDIX B 



INTERVIEN PROTOCOL 



(The Interview should be about 45-50 alnutei In length. As a non- ^ 
scheduled standardized Interview It will Include soie of the saae questions >> 
for each Interviewee, but tiess will be followed by probes alied at gaining 
the p^lcular Interviewee's perspective. In general, three central areas 
need tobe covered: 1) perceptions of the Institution's coMunlcatloA sys- 
teBj„„.2-t~^erceptlons of the organization's cllaate. and 3) Individuals' 

lavloral and affective responses to the organization's coaaunlcatlon systen 
and clliate. ) 

I. ^ Please desclrjxf^our role In the organization. What kinds of Informa- 
tion do yoj^'^ed to perfora your role? Can you give an exaaple? FroM 
yihom^p-'ltfiere should this InfQraatlon coae? Any other people or 
— places? 



II. 



III. 



IV 



What kinds of Inforaatlon do you now receive? 
Mainly In what fora? ' 



FroB where or who»? 



What do you feel are the coaaunlcatlon streneths of this organization? 
Please be as specific as possible. What about the atrengtlis of your 
unit.? 

■ . . ; 

What do' you feel are the comwunlcatlon. weaknesses of this organiza- 
tion? Again, please be as specific as possible. How about your unit? 

V. Talk to me about the formal channels through which you receive Infor- 
mation about the organization. What kinds of Information do you 
receive through formal channels? How often? Most typically from 

' whom? Can youglve me a couple of examples? 

VI . Now talk to me about the informal channels through which you receive 
Information? What kinds of Information? How often? ^From whom? 

VII. What kinds of distinctions do you make between foraal and Informal 
conmunlcatlon or between formal and Informal communication channels? 



VIII. We've asked you to talk about a lot of details. Now we'd like you to 
think in amore general way about this organization. Suppose a friend 
of yours were considering* coming to work heres. (S)He's read the Job 
description and has been given the facts that are generally available. 
As an Insider, what else could you^tell him or her to give an accurate 
general Impression of what lt*s like to work here? What would you say 
about the atmosphere of the place? Feel free to take some time to 
think about that. 



How would you describe relationships here? 



B. How are people treated? 
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t 

Interview Protocol, p. 2 

C. How would you describe the decision asking processes? 

D. Wist Is It like here In terns of foreallty. supportlveness , 
receptlveness to different views, etc/ 



4v 



IK. What would you like to see done to Improve cowiunlcatlon In the orga- 
nization? Any rec'ouendatlons? 
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